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PREFACE 


T  he  Premier’s  Council  on  Economic  Renewal  established  the 
Task  Force  on  the  Organization  of  Work  to  seek  and  compile  infor¬ 
mation  about  Ontario  organizations  that  have  been  successful  in 
responding  to  a  changed  and  changing  environment.  It  discovered 
that  one  common  element  appeared  to  be  a  willingness  to  openly 
question  traditional  beliefs  and  attitudes  and  to  challenge  existing 
notions  of  work  organization,  structure  and  power.  It  has  often 
been  found  that  well-performing  organizations  have  a  shared  under¬ 
standing  between  all  employees/workers  of  the  goals  of  the  organi¬ 
zation  and  of  its  workers. 

Out  of  this  research,  the  following  set  of  questions  was  devel¬ 
oped.  It  is  intended  to  assist  those  individuals  and  organizations 
who  wish  to  diagnose  the  quality  of  their  work  environment  and  to 
move  forward  to  do  something  about  it. 

Get  it  on  the  Table 

The  questions  that  make  up  this  Dialogue  Tool  have  been  put 
together  to  enable  dialogue  between  people  in  the  workplace  about 
how  their  workplace  measures  up.  Its  best  use  is  as  a  first  step  in 
building  the  foundation  for  organizational  change,  because  without 
a  broadly  shared  consensus  on  rhe  current  state  of  reality  in  an  orga¬ 
nization,  sustainable  change  is  unlikely  to  occur.  It  will  enable  peo¬ 
ple  to  recognize  some  of  the  shortcomings  in  the  workplace  and  to 
focus  on  the  issues  in  people’s  minds  that  might  never  otherwise  be 


discussed.  It  can  serve  to  bring  parties  together  to  talk  who  might 
not  otherwise,  but  probably  should. 

Basic  Point 

A  workplace  that  is  “improving”  is  in  the  process  of  becoming 
two  things: 

***  a  more  efficient,  productive  place  of  production  that  improves 

quality  and  reduces  waste  and 
*♦*  a  better  place  for  people  to  spend  their  working  lives. 

fhe  emphasis  is  on  the  and. 

Consensus  on  this  basic  point  allowed  all  the  people  who 
worked  on  this  dialogue  tool  to  come  away  with  something  that  was 
generally  acceptable  to  each  of  them.  What  emerged  was  a  recogni¬ 
tion  that  these  are  goals  which  are  not  in  conflict.  Rather,  they  are 
most  likely  achieved  together  in  a  workplace,  or  not  at  all.  The 
workplaces  we  want  to  see  more  of  in  Ontario  are  the  kind  which 
are  getting  better  on  both  counts  at  the  same  time. 

How  to  Use  the  Dialogue  Tool 

T  here  is  no  single  best  way  to  use  the  Dialogue  Tool.  It  is 
adaptable.  It  can  be  either  the  basis  of  a  questionnaire  that  is  circu¬ 
lated  to  all  employees  in  a  workplace  or  it  can  form  the  agenda  for  a 
meeting  of  people  representing  different  groups  within  a  workplace. 
It  is  not  a  test  or  a  survey  and  there  are  no  “right”  or  “wrong” 
answers.  It  is  intended  as  a  tool  to  promote  better  understanding 
among  individuals  of  their  own  unique  situation. 

Not  all  questions  are  relevant  to  every  organization  and  not 
everyone  will  be  able  to  answer  all  the  questions.  What  is 


important  is  the  process  of  trying;  the  most  valuable  outcome  is  the 
dialogue  that  will  be  sparked  within  the  organization. 

The  objective  is  to  begin  a  dialogue  within  work  groups, 
departments,  and  ultimately  the  entire  organization  about  the  well¬ 
being  of  the  organization. 

Next  Steps 

We  hope  this  questionnaire  will  spark  a  dialogue  in  your  orga¬ 
nization.  It  is  important  at  this  stage  that  you  and  your  group  com¬ 
mit  to  further  action.  Organizations  are  finding  that  the  environ¬ 
ment  is  changing  so  rapidly  that  there  is  a  need  for  urgent  response. 
We  encourage  you  to  discuss  this  with  your  co-workers  and  there 
are  other  tools  available  to  assist  you  in  this.  The  companion 
Organization  Change  Process  model  can  help  you  move  to  the  next 
steps. 


TASK  FORCE  ON  THE 
ORGANIZATION  OF  WORK 

PREMIER’S  COUNCIL  ON 
ECONOMIC  RENEWAL 

AUTHORS 


Bob  Ackerman,  Blount  Canada 
Lome  Ames,  Inco  Ltd. 

Claire  Beingessner,  B  and  W  Heat  Treating  Ltd. 

Gordon  Betcherman,  Queen’s  University,  School  of  Industrial 
Relations 

Sherril  Burns,  Price  Waterhouse  Ltd. 

Gord  Falconer,  United  Steelworkers  of  America 

Norm  Halpern,  Halpern  Associates 

Peter  Kelly,  Ontario  Hydro  Employees’  Union 

Brian  Martin,  Office  of  Mediation,  Labour  Management  Services 

Judy  McKibbon,  Communication,  Energy  and  Paperworkers, 

Shell  Chemical  Plant 

Deborah  Nixon,  York  University 

Terry  Parsons,  GSW  Water  Heating  Company 

David  Robertson,  CAW-Canada 

Anil  Verma,  University  of  Toronto,  Faculty  of  Management 
Susan  Wright,  Ontario  Hydro 


Note: 

This  set  of  questions  is  designed  to  stimulate  and  support  a  dia¬ 
logue  between  workplace  parties  on  how  their  workplace  measures 
up.  It  serves  as  a  first  step  in  helping  organizations  recognize  the 
need  for  improving  work  organization  and  can  be  integrated  with 
the  Organization  Change  Process  model. 

The  Tool  for  Dialogue  did  not  necessarily  represent  the  views  of 
each  of  those  involved  in  the  various  stages  of  its  development. 
However,  it  did  enjoy  the  general  endorsement  of  the  Task  Force  on 
the  Organization  of  Work  and  the  Premier’s  Council  on  Economic 
Renewal.  It  was  recognized  that  it  could  benefit  from  field  testing 
and  that  it  will  ideally  be  subject  to  customization  to  meet  the  par¬ 
ticular  needs  of  the  individual  workers  and  workplaces  of  Ontario. 
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WORKPLACE  CULTURE  AND  PROCESS 


J_  hese  questions  deal  with  relationships  in  the  workplace  between  workers  and  employers.  Workplace  culture  is  about  “how  things  get  done 
around  here”.  The  ability  to  respond  quickly  to  change  is  often  characteristic  of  a  workplace  with  fewer  management  layers  and  a  high  level  of  work¬ 
er  participation.  Workers  are  also  likely  to  be  more  involved,  motivated  and  effective  if  there  is  a  high  degree  of  openness,  independence  and  infor¬ 
mation  sharing. 


Worker  Participation  in  Decision-Making 

There  are  many  ways  of  arriving  at  decisions  and  only  you  can  determine  what  you  think  would  work  best  in  your  workplace.  Many  believe 
outcomes  tend  to  be  more  effective  if  the  workers  who  are  affected  are  involved  in  the  decision-making  process. 


1.  How  much  do  you  agree  or  disagree  with  the  following  statements? 


Please  circle  the  number  that  most  accurately  reflects  your  response. 

In  the  Present  In  the  Past 


I  have  a  lot  of  say  over  how 
decisions  are  made. 


strongly  1  P  3  4  5  strong'y 

disagree  8  w  “-r  ^  agree 


strongly  1  P  3  A  5  strongly 
disagree  1  ‘f  agree 


I  can  modify  decisions  made 
by  other  people. 


strongly  j  2  *3  A.  5  stronS1y 

disagree  1  agree 


strongly  1  P  3  4  5  strondy 

disagree  8  ^  ^  ^  agree 


We  are  usually  told  to  “go  through 
proper  channels”  and  “follow  the 
chain  of  command”. 


strongly  1  O  3  A  5  strongly 
disagree  8  ^  ^  agree 


strongly  1  O  3  A  g  strongly 

disagree  1  —  wj  agree 


Written  orders  from  higher  up  are 
followed  without  question. 

strongly  *a  ^ 

disagree  1  ^ 

3  Workers  are  often  permitted  to  use 
their  own  judgement  as  to  how  to 
handle  various  problems. 

strongly  ^ 

disagree  1 

A  person  can  make  his/her  own 
decisions  here  without  checking 
with  anybody  else. 

strongly  -h  ^ 

disagree  1  ^ 

I  have  control  over  what  I 

strongly  4  p 

disagree  ■ 

do  on  my  job. 

I  feel  that  my  involvement  in 
improving  work  processes  could 
cause  layoffs,  either  my  own  or 
someone  else’s. 

strongly  ^ 

disagree  1 

I  feel  that  my  union’s  involvement 
in  joint  activity  with  the  employer 
could  lead  to  layoffs. 

strongly  ^ 

disagree  1 

3  4  5 


3  4  5 


3  4  5 


3  4  5 

3  4  5 


3  4  5 


strongly 

agree 


strongly 

agree 


strongly 

disagree 


strongly 

disagree 


strongly 

agree 


strongly 

agree 


strongly 

agree 


strongly  4  p  O  A  R|  strongly 
disagree  1  ^  ^  agree 


strongly 

agree 

strongly 

disagree 

1 

2 

3 

4  5 

strongly 

agree 

strongly 

agree 

strongly 

disagree 

1 

2 

3 

4  5 

strongly 

agree 

strongly 

agree 


strongly  4  p  3  A  (=>!  strongly 
disagree  ■  w  *-r  w  agree 


2.  Are  you  involved  in  decision-making  in  the  following  areas? 


Please  put  a  checkmark  in  the  box  that  reflects  your  response. 


In  the  Present 

In  the  Past 

Yes 

No 

Yes 

No 

Financial 

□ 

□ 

□ 

□ 

Productivity 

□ 

□ 

□ 

□ 

Quality 

□ 

□ 

□ 

□ 

Innovation 

□ 

□ 

□ 

□ 

Training 

□ 

□ 

□ 

□ 

Technological  Change 

□ 

□ 

□ 

□ 

3.  Does  your  work  make 

a  significant  difference  to  the  operation 

of  the  organization? 

In  the  Present 

In  the  Past 

Yes 

No 

Yes 

No 

□ 

□ 

□ 

□ 

4.  Do  the  workers  have  a  collective  voice? 


In  the 

Present 

In  the 

Past 

Yes 

No 

Yes 

No 

Through  a  union 

□ 

□ 

□ 

□ 

Through  work  groups/teams 

□ 

□ 

□ 

□ 

Through  a  representative  committee 

□ 

□ 

□ 

□ 

No  collective  voice 

□ 

□ 

□ 

□ 

5.  How  would  you  describe  the  decision-making  process  in  your  workplace? 


Check  one  box 


Workers  never  participate  in 
decision-making. 

Workers  never  participate,  but  are 
sometimes  asked  for  their  opinions 
and  suggestions. 

Workers  and  management  jointly 
decide  about  many  important 
things  concerning  their  work. 


□ 

□ 

□ 


Some  questions  in  this  dialogue  tool  have  been  adapted  from  Donald  V.  Nightingale  — 
Work  Place  Democracy:  An  Inquiry  into  Employee  Participation  in  Canadian  Work 
Organizations.  Appendix  111  Research  Instruments  and  Measures.  Toronto:  University  of 
Toronto  Press,  1982. 


Labour  -Management  Relations 

This  section  deals  with  the  nature  of  the  relationship  between  workers  and  management.  The  level  of  equality  and  sharing  of  power  is  often  a 
good  indicator  of  the  quality  of  the  relationship.  A  workplace  which  works  hard  at  developing  a  positive,  joint  relationship  tends  to  attract  and  keep 
the  best  workers. 

6.  Does  your  workplace  have  a  formal  process  to  resolve  conflicts? 


If  so,  how  effective  do  you  think  this 
process  is? 


Yes  No 

□  □ 


very 

ineffective 


12  3  4  5 


very 

effective 


7.  Management-Worker  Relations 


How  favourable  do  you  believe 
the  relationship  is  between 
workers  and  management? 


This  Year 


adverserial 


1 


2  3  4  5 


non- 

adverserial 


Last  Year 


adverserial  12  3  4  Ej|  ,<C^ial 


Your  thoughts, 
ideas  or  suggestions 


8.  Grievances/Conflicts 
At  what  level  would  you  rate 
grievances/conflicts  in  your  workplace? 


low  12  3  4  5 


high 


low  12  3  4  5 


high 


9.  Other  indicators: 


low  12  3  4  5  high 


low  12  3  4  5 


high 
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Information 

The  accessibility  of  information  in  a  rapidly  changing  workplace  is  important  in  order  to  enable  workers  to  respond  effectively.  It  has  often  been 
found  that  the  more  open  the  information  sharing,  the  higher  the  level  of  trust  and  quality  of  all  workplace  relationships. 


10.  How  accurate  is  the  information 

you  receive 

fro 

m: 

Your  supervisor? 

very 

inaccurate 

1 

2 

3 

4 

5 

very 

accurate 

Your  co-workers? 

very 

inaccurate 

1 

2 

3 

4 

5 

very 

accurate 

People  you  supervise? 

very 

inaccurate 

1 

2 

3 

4  5 

very 

accurate 

1 1.  How  simple  is  it  for  you  to  gain  access  to  information  about  the  company? 

12  3  4  5  complete 

"  w  — r  w  access 


no 

access 


access  with  permission 


Openness 


12.  How  free  are  you  to  express  your  point  of  view? 


I  cannot  freely  express  my  point 
of  view  at  all. 

I  can  express  my  point  of  view  to 
my  co-workers,  but  not  to 
my  supervisor. 

I  am  uncertain  as  to  whether  I  can 
freely  express  my  point  of  view. 

I  can  express  my  point  of  view, 
but  sometimes  it’s  risky. 

I  can  express  my  point  of  view  on 
a  few  matters,  but  not  all  matters. 

I  can  always  express  my  point  of 
view  on  anything. 


Please  check  the  appropriate  box. 

In  the  Present 

□ 

□ 

□ 

□ 

□ 

□ 


1  3 


In  the  Past 

□ 

□ 

□ 

□ 

□ 

□ 


Structure 

The  number  of  layers  of  management  often  reflects  the  corporate  culture.  It  directly  affects  how  easily  you  can  get  your  job  done. 
14  13.  Do  you  know  how  many  levels  of  management  there  are  from  the  front  line  worker  to  the  most  senior  manager  in  your  workplace? 


In  the  Present 
Yes  No 


□  □ 


In  the  Past 
Yes  No 


□  □ 


If  so,  how  many  levels  are  there? 


14.  Do  you  think  the  structure  of  your  company/organization  interferes  with  timely  decision-making? 


In  the  Present 


In  the  Past 


a  lot 


2  3  4  5 

some 


not 
at  all 


12  3  4  5  Tai, 

some 


15.  How  much  flexibility  exists  in  how  you  do  your  job? 


no 

flexibility 


2  3 


very 

flexible 


no 

flexibility 


1 


very 

flexibile 


16.  Do  you  have  work  groups/teams? 


Yes  No 

□  □ 


If  yes,  describe  what  they  do  and  how  they  operate. 


1  5 


WORKER  WELL-BEING 


*! '' hese  questions  deal  with  the  satisfaction,  welfare,  skills  and  personal  development  of  all  workers.  Many  people  believe  that  the  health  and 
1  ©  well-being  of  workers  positively  affects  the  success  of  the  workplace. 


Training  and  Development 

This  evaluates  the  investment  your  workplace  makes  in  its  workers.  It  seeks  to  assess  how  prepared  workers  are  for  coping  with  new  forms  of 
work  organization  and  responding  to  issues  such  as  the  introduction  of  new  technology. 

17.  Total  training  time  you  receive  on  your  job  for: 


In  the  Past 


In  the  Present 


Effectiveness 


Skills  Development/Upgrading 


Personal  Development 
i.e.:  group  effectiveness 
problem-solving 


too 

little 

1 

2  3 

4 

5 

too 

much 

too 

little 

1 

2  3 

4  5 

too 

much 

just  right 

just  right 

too 

little 

1 

2  3 

4 

5 

too 

much 

too 

little 

1 

2  3 

4  5 

too 

much 

just  right 

just  right 

low  t  2  3  4  5 


high 


low  l  2  3  4  5  high 


New  Technology 


Overall  Training  Effectiveness 


too 

little 

1 

2  3  4 

5 

too 

much 

too 

little 

1 

2  3  4  5 

too 

much 

low  1 

2 

3 

4 

5  high 

just  right 

just  right 

too 

little 

1 

2  3  4 

5 

too 

much 

too 

little 

1 

2  3  4  5 

too 

much 

low  *1 

2 

3 

4 

5  high 

just  right  just  right 


Working  Conditions/ Health  and  Safety 

These  questions  assess  how  safe  and  healthy  you  believe  your  workplace  is.  Many  believe  that  the  issue  of  health  and  safety  is  one  of  the  most 
important  elements  of  work  because  it  affects  morale  and  livelihood,  as  well  as  productivity. 


18.  Rate  of  Injury 


This  Year 


Last  Year 


Additional  ideas 
or  suggestions 


How  would  you  judge  the  injury  low  12  3  4  5  hlsh  |ow  12  3  4  5  h'gh 

rate  at  your  workplace? 


19.  Health  and  Safety  Committee 

How  would  you  rate  the  effectiveness  low  ^  2  3  4  5  hlsh  low  1  2  3  4  5  hlsh 

of  your  health  and  safety  committee? 


20.  Absenteeism  Level 


How  would  you  rate  the 
absenteeism  level  in  your  workplace? 


low  12  3  4  5 


high 


low  12  3  4  5 


high 


21.  Benefits  and  Arrangements  Provided 


Yes 

No 

Pension  plan  (other  than  C/QPP) 

□ 

□ 

Extended  medical  or 
hospital  insurance 

□ 

□ 

Dental  insurance 

□ 

□ 

Paid  sick  leave 

□ 

□ 

Long-term  disability  insurance 

□ 

□ 

Supplementary  unemployment 
benefits 

□ 

□ 

Other 

□ 

□ 

Other 

□ 

□ 

22.  Family-Friendly  Work  Arrangements 


Yes 


Access  to  Day  Care 

Leave  to  attend  to  family 
business 

Innovative  scheduling  of  work 
to  suit  personal/family  needs 

Harassment-free  work  environment 

Promotional  and  job  assignment 
opportunities  fairly  and 
equitably  distributed 


□ 

□ 

□ 

□ 

□ 


Undue  pressure  to  return  to 
work  following  illness  or 
accident 


□ 


Unduly  close  monitoring  of 
personal  work  performance 
e.g.,  by  electronic  means 


□ 


19 


Adequate  relief 

□ 

□ 

arrangements 

20  Adequate  rotation  of 

□ 

□ 

assignments  to  relieve 
stress/boredom 


23.  Physical  Surroundings 


This  year 


How  would  you  rate  the  physical 
surroundings  of  your  workplace? 


poor 


1  2  3  4  5  excellent 


24.  Morale 

How  strongly  do  you  agree  that 
your  organization  is  a  “good 
place  to  work”? 


strongly  i  P  3  4  S|  strongk 

disagree  s  ^  ^  4“'  agree 


Last  year 


poor  1  2, 


Additional  ideas 
or  suggestions 


excellent 


strongly  |  2  3  4  5 

disagree  8 


strongly 

agree 


Present 


25-  Stress 

How  stressful  do  you  feel  your 
workplace  is? 


very  1  p  -a  a  c 

stressful  *  stressful 


26.  Pace  of  Work 

How  would  you  rate  the  pace 
of  work? 


too 

high 


2  3  4  5 

just  right 


too 

low 


27.  How  much  has  the  way  you  do  your  job  changed  from  the  past? 


It  has  changed  a  lot 
It  has  changed  a  little 
It  has  not  changed  at  all 


□ 

□ 

□ 


The  change  has  been  manageable 


□ 


Past 


very 

stressful 


2  3  4  5  i 


21 


too  1  O  Q  A  E  too 

high  0  ^0^+0  low 

just  right 


28.  Has  the  change  had  an  impact  on  you? 


It  has  made  things  better 
It  has  had  little  impact 
It  has  made  things  worse 


□ 

□ 

□ 


29.  How  much  do  you  agree  or  disagree  with  these  statements? 


In  the  Present 


My  future  with  the  organization 
is  secure. 

I  get  a  feeling  of  personal 
satisfaction  from  doing  my 
job  well. 

I  work  hard  at  my  job. 

What  happens  to  this 
organization  is  really 
important  to  me. 


strongly  4  P  3  4  strong1y 

disagree  H  <&=  w  agree 


strongly  4  P  3  A  5  strongly 
disagree  ■  ^  ^  ^  agree 


strongly 

disagree 

1 

2 

3 

4  5 

strongly 

agree 

strongly 

disagree 

1 

2 

3 

4  5 

strongly 

agree 

In  The  Past 


strongly 

disagree 


2  3  4  5 


strongly 

disagree 


2  3  4  5 


strongly 

disagree 


2  3  4  5 


strongly 

disagree 


2  3 


strongly 

agree 


strongly 

agree 


strongly 

agree 


strongly 

agree 


I  often  think  about  quitting 
my  job. 

I  don’t  care  what  happens 
to  this  organization  as  long 
as  I  get  my  pay  cheque. 

I  feel  badly  when  I  do  a 
poor  job. 


strongly 

disagree 


strongly 

disagree 


12  3  4  5 


12  3  4  5 


strongly 

agree 


strongly 

agree 


strongly  1  P  3  A  5  strongly 
disagree  1  ^  ^  ^  agree 


strongly 

disagree 


strongly 

disagree 


2  3  4  5 


2  3  4  5 


strongly 

agree 


strongly 

agree 
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strongly  i  O  O  A  C  strongly 
disagree  B  °  ^  ^  agree 


PERFORMANCE  FACTORS 


Most  organizations  need  to  measure  the  key  performance  factors  that  affect  their  well-being.  Often  there  is  a  strong  relationship  between 
24  organizations  that  perform  well,  employee  well-being,  and  the  level  of  shared  understanding  that  exists  about  key  performance  factors.  For  instance, 
a  manufacturing  company  may  need  to  be  profitable  or  a  public  service  agency  may  need  to  provide  a  critical  service  level.  What  are  the  key  perfor¬ 
mance  factors  for  your  organization?  T  here  are  no  “right”  answers.  If  you  don’t  know,  take  a  guess.  11  you  don’t  want  to  guess,  then  just  leave  it 
blank. 

Financial  —  Private  Sector  Questions 


30.  Is  profitability  important  to  your  workplace? 

Yes  No 

□  □ 

If  yes,  how  profitable  do  you 
think  your  workplace  is? 

Very  Profitable 

Average  profit,  could  be  better 
Not  profitable,  losing  money 


□ 

□ 

□ 

$  _ 


Can  you  state  in  dollars  what 
the  profit  was  last  year? 


31.  Is  revenue  important  to  your  workplace? 


Yes 

□ 

If  yes,  what  level  is  your  revenue 
at  vs.  last  year? 

Higher 

About  the  same 

Lower 


32.  Does  your  workplace  need  to  be  cost  comp* 

Yes 

□ 

If  yes,  how  well  is  your 
organization  doing? 

Better  than  the  competition 

About  the  same  as  the 
competition 


No 

□ 


titive? 

No 

□ 


Worse  than  the  competition 
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□ 

□ 

□ 


□ 

□ 

□ 


Financial  —  Public  Sector  Questions 


2© 


33.  Do  you  know  what  the  budget  for  your  program  or  department  is? 

Yes  No 


If  yes,  how  close  to  budget  do  you 
think  your  workplace  is? 

Over  budget 
Right  on  budget 

Under  budget 


□ 

□ 

□ 


34.  Is  this  budget  appropriate  for  the  program  for  which  your  workplace  is  responsible? 

Yes  No 


□  □ 


35.  Do  you  know  if  your  workplace’s  effectiveness  is  measured? 


Yes  No 

□  □ 

If  yes,  how  effective  is  your 
workplace? 

Very  effective 

Could  be  more  effective 

Very  ineffective 
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□ 

□ 

□ 
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Productivity  —  Private/Public  Sector  Questions 

This  allows  you  to  assess  how  well  you  think  your  workplace  is  performing.  It  takes  into  account  the  revenue  your  workplace  generates,  what  it 
costs  to  create  that  revenue  and,  most  importantly,  whether  your  workplace  is  in  a  gain  or  loss  position. 

36.  Is  productivity  important  to  your  workplace? 


Yes  No 


□  □ 

If  yes,  how  productive  do  you  think  your  workplace  is? 
Very  productive 
Somewhat  productive 
Very  unproductive 


□ 

□ 

□ 


37.  Does  the  work  you  do  add  value  to  your  organizations  product(s)  or  service(s)? 

Yes  No 


□  □ 


QUALITY  FACTORS 


Many  organizations  are  working  hard  to  ensure  that  they  produce  high  quality  products  and  services.  The  authors  of  this  tool  believe  that  the 
definition  of  quality  certainly  includes  these  factors  but  also  extends  beyond  products  and  services  to  social  responsibility  and  innovation.  A  quality 
organization  balances  its  social  responsibilities  with  its  objective  of  providing  high  quality  products  and  services,  while  remaining  a  leader  in  innova¬ 
tive  thinking. 

Quality  —  Private/Public  Sector  Questions 

High  quality  products  and  services  keep  your  customers  satisfied  and  increase  their  confidence  in  the  reliability  of  an  organization.  A  satisfied 
customer  is  a  repeat  customer:  a  factor  which  is  essential  to  ensuring  the  future  growth  of  your  organization. 

38.  Is  customer  service  important  to  your  workplace? 


Yes  No 

□  □ 

If  yes,  how  do  you  think  your 
customers  view  your  service? 

They  regard  us  very  highly 

□ 

We’re  about  average 

□ 

We  could  improve 

□ 

Our  customers  think  very 
poorly  of  our  service 

□ 

39.  Is  quick  response  important  to  your  customers? 


If  yes,  how  quickly  do  you  respond 
to  customer  requests? 

Very  fast 

Average 
Could  be  faster 

Too  slowly 


Yes 

No 

□ 

□ 

□ 

□ 

□ 

□ 


40.  How  effective  are  any  of  your  organization’s  new  products  or  services  in  res 

Very  effective 

Average  effectiveness,  but 
could  be  better 


ponding  to  customers’  needs? 

□ 

□ 


Very  ineffective 


□ 


Innovation  —  Private/Public  Sector  Questions 

A  workplace  must  be  able  to  respond  to  the  many  changes  that  occur  within  it  and  external  to  it.  Most  organizations  believe  it’s  important  to 
change  and  improve.  Innovative  organizations  do  not  remain  satisfied  with  their  level  of  accomplishment  or  with  their  current  array  of  products  and 
services. 


41.  How  quickly  is  your  workplace  developing  new  products  or  services? 
Very  quickly 
Even  pace 
Very  slowly 

Not  developing  any  at  all 


□ 

□ 

□ 

□ 


42.  How  relevant  are  these  products/services  to  your  customers? 
Very  relevant 
Somewhat  relevant 


□ 

□ 


Irrelevant 


□ 


43.  Can  you  name  the  new  products  or  services  your  organization  has  launched  in  the  last  year? 


44.  Have  there  been  changes  in  how  your  work  is  organized? 


Yes  No 

If  yes,  have  these  changes  been 
positive? 

□  □ 

Very  positive 

□ 

Little  impact 

□ 

Very  negative 

□ 

Social  Responsibility  —  Private/Public  Sector  Questions 


45.  Is  protecting  the  environment  important  in  your  workplace? 


Yes 

No 

□ 

□ 

If  yes,  how  involved  is  your  workplace 
in  protecting  the  environment? 

Very  involved 

Minimal  involvement 

Not  involved  at  all 

46.  If  your  workplace  is  involved,  do  you  know  what  some  of  its  activities  are 
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□ 

□ 

□ 


47.  Is  community  involvement  important  to  your  workplace? 


Yes 

No 

□ 

□ 

If  yes,  how  involved  is  your  workplace 
in  the  life  of  your  community? 

Very  involved 

Minimal  involvement 

Not  involved  at  all 


□ 

□ 

□ 


48.  If  your  workplace  is  involved  in  the  community,  do  you  know  what  the  activities  are? 


49.  How  committed  are  you  to  your  organization? 
Very  committed 
Somewhat  committed 


□ 

□ 

□ 


Uncommitted 


50.  How  committed  is  your  workplace  to  you? 
Very  committed 
Somewhat  committed 
Uncommitted 


For  unionized  workplaces: 

5 1 .  How  committed  are  you  to  your  union? 
Very  committed 
Somewhat  committed 
Uncommitted 


52.  How  committed  do  you  think  your  union  is  to  you? 
Very  committed 
Somewhat  committed 


Uncommitted 


□ 

□ 

□ 
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□ 

□ 

□ 


□ 

□ 

□ 


53.  Are  you  aware  of  a  policy  which  promotes  equality  in  hiring  practices? 


If  yes,  how  effective  is  this  policy 
in  improving  the  opportunities 
for  disadvantaged  groups? 


Yes 

No 

□ 

□ 

Very  effective 

Sometimes  effective,  but 
not  consistent 


Very  ineffective;  policy  is 
rarely  followed 


THE  CHANGE  PAGE 


If  you  have  been  a  part  of  a  change  process  in  your  workplace,  please  respond  to  the  questions  on  this  and  the  following  page. 
Have  you  undergone  a  change  process  in  the  last  two  years? 

Yes  No 

□  □ 

If  yes,  describe  the  key  elements 

of  the  change  program  _ 
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Did  the  change  process  cause  problems?  If  so,  briefly  describe  the  most  significant  problems. 


Were  the  workers  involved  in  the  change  process: 
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Yes 

No 

□ 

□ 

Right  from  the  beginning? 


In  the  implementation  only 
but  not  the  concept? 


Not  at  all? 


□ 

□ 

□ 
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